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摘  要 
随着经济社会全面发展，由于人们生活水平的提高，产业结构优化速度加快，
使得政府服务业不断扩展，服务分工不断细化，服务企业越具规模化，服务内容
不断延伸，业务经营模式呈现出多样化的发展趋势。建立家政网络服务平台是为
城市居民搭建的一个便捷式、广覆盖的便民服务类网络平台，将门户网站功能、
呼叫中心功能、跟踪回访功能以及连锁门店业务系统功能有机融合，实现订单服
务，有客户自主评价、服务企业信誉度自动生成等功能，各类服务资源开放共享。 
本项目针对解决以上问题，以某市 12343 服务在线平台为背景，探讨家政网
络服务平台构建过程及相关技术。通过该平台为某市的家政服务企业及其服务门
店提供统一管理，提升企业的服务水平和服务效率。 
本文分析国内家政服务系统的现状，明确搭建政府系统化管理并满足各种服
务人群需求的新型服务平台的目的和意义。通过依托政府搭建平台，实现群众与
社区服务中心、与企业、企业与服务门店之间的联系服务，提升服务水平和效率。 
论文对原有 12343 家庭服务公共平台进行了深入研究和分析，同时通过各类
需求分析，确定本课题的设计要求和性能需求。通过对 MVC 设计模式的具体研
究，依托 J2EE 平台的 Web 应用程序，探讨整个 12343 家政网络服务平台的设计
框架和系统设计模式。平台实现了客户订单管理、服务商管理、咨询管理、投诉
服务、班长管理、人员管理、客户管理、统计分析、报表生成和系统设置等功能。 
平台搭建完成后，在公开试运行中，得到社区服务中心、服务企业、连锁门
店、社区居民各类用户广泛使用。运行情况表明，本系统能较好满足家庭公共服
务各环节需求。 
 
关键词：服务平台；呼叫中心；MVC  
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II 
Abstract 
 
With the overall development of economic society, the constant improvement of 
urban residents’ living standard, the accelerated adjustment of the industrial structure, 
the government gradually expands its service sector which makes the service division 
more refined, and extended to residents' daily life, so as to present a rapid 
development of multi-format and diversification. The establishment of housekeeping 
net service platform provide a convenience, full coverage net platform to the urban 
residents which combines all the function of website, call center, tracking and 
business of chain store, and have realized the service of order, automatic generation 
for the business reputation as well as all the service resource sharing.  
This project aims at solving the above problems, and explores the build progress 
and related technologies of the housekeeping net service platform against the 
background of 12343 on-line platform. In order to improve the service level and 
efficiency of the management platform for the leading housekeeping enterprises and 
their chain stores.   
This dissertation analyzes the current situation of domestic housekeeping service 
system, and clarifies the purpose and meaning of a new service platform built by 
government for systematic management and meeting the demands of various people. 
By relying on the government to build a platform, which would achieve the 
connection among the public, service management center, enterprises and stores, and 
improve the service level and efficiency. 
This dissertation conducts an intensive investigation and analysis in the existing 
public home service platform 12343. By analyzing the operation of 12343 and its 
various requirements in recent years, we determine how to design and function of the 
new platform. And through the specific study of the MVC design pattern, relying on J2EE 
Web applications, we explore the entire design framework and system design pattern 
of 12343. The platform realizes the customer order management, service management, 
厦
门
大
学
博
硕
士
论
文
摘
要
库
Abstract 
III 
consult management, complaints service, personnel management, client management, 
statistical analysis, report generation and system settings and other functions 
The platform was widely used among community service centers, service companies, 
chain stores as well as residential communities during the open testing period. Operation shows 
that the system can meet different sectors needs of public service in a high level. 
 
Key Words:  Service Platform; Call Center; MVC 
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